INTRODUCTION
In today's business environment, customers expect to receive services that satisfy them regardless of the price they are willing to pay (AGI, 2001) . In this regard, organizations have been working hard to reduce Operational Costs while offering what is required by customers. Organizations work hard to reduce Operational Costs which results in setting service prices which are afforded by majority of customers.
The market rule is clear that unmet customer demands and/or expectations force customers to shift to other service providers (RUHL, 1997) . Therefore, failure to meet customers demand and/or expectation is like giving a chance to a competitor. To avoid this, organizations have been working hard to improve their business processes in order to improve or maintain their services for retaining and/or attracting more customers (KOTLER, 2003) . Process Management (BPM) and BPR to mention the few (SLACK, et al, 2007;  HEIZER; RENDER, 2011) .
Amongst the performance improvement techniques, BPR is a radical technique proven to be the most effective means of enhancing organizational effectiveness and efficiency through improved business processes. The technique complements the division of labor theory through combining several tasks and using Information Technology (IT) (HAMMER; CHAMPY, 1993; BROERSMA, 1997; SUNGAU; MSANJILA, 2012) . In that way, BPR reforms traditional business processes for reduced Operational Costs (CHENGHU, 2007) .
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http://www.ijmp.jor.br v. 6, n. 1, January -March 2015 ISSN: 2236-269X DOI: 10.14807/ijmp.v6i1.248 The adoption of BPR has resulted in several benefits (ADEYEMI; AREMU, 2008) . The benefits include reduced Operating Costs, improved quality and service delivering speed (SLACK; CHAMBERS; JOHNSON, 2007) . Other BPR benefits include improved productivity (MAUREEN; CHU; LIN; YU, 1995) , dependability, flexibility (SLACK; CHAMBERS; JOHNSON, 2007) and finally it brings competitive advantage to an organization over others (MAUREEN, et al., 1995; MAGUTU, et al., 2010) . In general, the BPR technique brings salvation to many organizations.
Despite the potentiality of the technique, many BPR projects have failed in some organizations. This is evidenced by studies by HAMMER and CHAMPY (1993) , STREBEL (1996) and YAHYA (2002) , which revealed that about 70% of BPR projects failed. The failure of BPR implementation was due to several factors that were faced by organizations. The factors include; lack of effective methodology, inappropriate process and unrealistic objectives. Other factors were over reliance on information technology (IT), lack of staff and top management support (YAHYA, 2002) and lack of common definition of BPR (CHEN, 2001 ). These challenges have been overcome by including BPR in strategic objectives of organizations.
Service organizations are more labor intensive than the manufacturing organizations (SLACK, et al, 2007; HEIZER; RENDER, 2011) . This pressures them for effective business administration for better organizational performance and increased accountability. As a result, this forces service organizations to work hard to identify techniques to improve business processes for reduced Operational Costs.
Based on global literature, BPR has been reported to be a technique that enables organizations to efficiently and effectively deliver service to customers (DEBELA; HAGOS, 2011; ADEYEMI; AREMU, 2008; YAHYA, 2002) .
In service organizations, BPR is principally a transforming technique that enables service organizations to perfect business processes, operations and structures, but many unsuccessful BPR attempts have been due to the confusion surrounding BPR, and how it should be performed (KASSAHUN, 2012; WEERAKKODY, et al., 2011; COVERT, 1997) . This has resulted in adopting BPR in a trial and error model, in other words, practical experience to improve business processes for reduced Operational Costs. However, despite its importance, BPR in service organizations have been relatively little researched (KASSAHUN, 2012;
http://www.ijmp.jor.br v. 6, n. 1, January -March 2015 ISSN: 2236-269X DOI: 10.14807/ijmp.v6i1.248 ADEYEMI; AREMU, 2008) , this results in confusion of the BPR effect on Operational Costs. In this regard, the current paper determines the effect of BPR on Operational Costs.
BUSINESS PROCESS RE-ENGINEERING
Business process is a system that produces a given output or delivers a given service. It combines several processes. Several authors have defined the concept business process although the key concept of the definitions remains the same. The authors who defined business process includes DAVENPORT and SHORT (1990) , DAVENPORT (1993) , HAMMER and CHAMPY (1993) , STODDARD and JARVENPEA (1995) .
Based on their definitions, it can be deduced that business process has three aspects; system (set of interrelated activities), inputs (transforming and transformed resources) and desired outputs (good and/or services). The system is a set/package of logical arranged activities in such a way that it generates goods/delivers services after the transforming resources act on transformed resources (SLACK, et al, 2007) .
A definition by STODDARD and JARVENPEA (1995) , which is business process is a set of activities that transform a set of inputs into outputs (goods and services) for another person or process using people and equipment, is adopted in this study because the definition specifies types of input, process and what business process has to offer to both organizations and customers (output). Not only that, the definition categorizes the type of inputs and outputs to the system. Engineering is a branch of science and technology which is concerned with the application of scientific, economic, social and practical knowledge in order to design, build, and maintain structures, machines, devices, systems and processes. In business processes, engineering is concerned with designing or structuring of business processes.
Re-engineering is restructuring of an organization or part of organization by removing non value adding processes or adding value adding processes through renovation, automation and networking. Re-engineering business process is restructuring part of organization. In re-engineering business process, an organization needs to identify business processes that are less effective in order to be perfected.
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Several authors have defined the term BPR in different ways. HAMMER and CHAMPY (1993) , MANGANELLI and KLEIN (1994) and DAVENPORT and AREMU (1990) are among the authors who defined BPR. In this study, the definition of Hammer and Champy was adopted. The definition states that BPR is the fundamental rethinking and radical redesign of business processes to achieve dramatic improvements in critical contemporary measures of performance, such as cost, quality, service, and speed. From the definition of Hammer and Champy, the main concepts of BPR which can be deduced are fundamental rethinking, radical redesign, process and dramatic improvement. Not only that, the definition by Hammer and Champy is also regarded as a starting point of BPR (CHEN, 2001) .
BPR focuses on the outcome of activities derived from the expectations and requirements of either internal or external customers. BPR aims at achieving dramatic reduction in cost, improvement in quality and reductions in cycle time (HAMMER; CHAMPY, 1993) . The basic principle behind BPR is the notation of starting from the very beginning, where old practices are swept aside in favour of new creative and innovative processes (HE, 2005) .
In contrast with other techniques, BPR is about dramatic improvement of business processes through fundamental rethinking how the organization's work should be done. This thinking distinguishes BPR from other business process improving techniques; which focus on functional or incremental improvement (HAMMER; CHAMPY, 1993) .
Although BPR differs from other business process improving techniques but they share some common themes (BECKFORD, 1998) . For instance, both they start with needs of customer and work backwards. The techniques that share some common themes with BPR include systems engineering, benchmarking and activity based costing (ABC). Other techniques includes scientific management, customer satisfaction measurement, cross functional team building, business process improvement (BPI) and total quality management (TQM) to mention few (BECKFORD, 1998) .
Based on the shared themes, BPR is concerned with redesigning of business processes, eliminating non value adding activities, and application of information
http://www.ijmp.jor.br v. 6, n. 1, January -March 2015 ISSN: 2236-269X DOI: 10.14807/ijmp.v6i1.248 technology. Following the utilization of other techniques' concepts, BPR is known by many names, such as, core process redesign, new industrial engineering and working smarter (CHEN, 2001 ). All of them imply the same concept of integrating business process redesign and IT.
According to Hammer and Champy (1993) , organizations re-engineer their business processes depending on different situations. These situations are categorized into three groups. Crisis management: The group involves organizations that are facing crisis; they have no choice rather than improving business processes.
They re-engineer so that they move out of the crisis. Anticipatory management: The group involves organizations that foresee a crisis is approaching. These organizations re-engineer so that the coming crisis won't affect their business and Market leadership: The group involves organizations that want to continue to be market leaders. The re-engineering projects enable them to achieve their dreams by providing a better service than the current one.
INFORMATION TECHNOLOGY IN BUSINESS PROCESS RE-ENGINEERING
A key stimulus for BPR is the continuing development and deployment of sophisticated information system and networks. This can be evidenced by leading organizations which have been dominant in using technology to support innovative business processes, rather than refining old ways of doing work (DODARO; CROWLEY, 1997) . (WHITMAN, 1996) . HAMMER (1990) considers IT as the key factor in BPR for organization that wants to witness a "radical change" in its operations. Not only that, HAMMER (1990) , AREMU and SAKA (2006) argued that IT is a strategic resource that facilitates major changes in competitive behaviours, marketing and customer service environment in achieving competitive advantages over others. Furthermore, DAVENPORT and
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Meaning that IT capabilities should support the re-engineered business processes while BPR should provide a conductive environment for IT to work on. In this case, IT helps organizations to facilitate changes promoted by re-engineering for improved OP (SHIN; JEMELLA, 2002; DAVENPORT; SHORT, 1990; HAMMER, 1990 ). According to DAVENPORT and SHORT (1990) , the roles of IT in BPR can be summarized in Table 1 below. IT can be used to connect two parties within a process that would otherwise communicate through intermediaries Source: Davenport and Short (1990) 
ATTRIBUTES OF BUSINESS PROCESS RE-ENGINEERING
From literature review, it has been identified that, BPR entails activities of business processes renovation, automation and networking in improving business processes. These attributes enable to study BPR scientifically. The attributes are presented here below:-
Business process renovation
Before automating the functional units, the elementary business processes are rearranged to form higher-level work process including technical linkages and interfaces of different systems. Business process renovation allows process
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In the renovation activity, several jobs need to be integrated and compressed into one so that a single worker at that work station need to assume full responsibility of all works (BROERSMA, 1997). BPR compresses processes horizontally as well as vertically. Furthermore, BPR empowers workers to make their own decisions with less interaction with their managers. This has benefits of fewer delays and lower overheads (BROERSMA, 1997).
The business process renovation sequences tasks to be done in a logical and natural precedence in which they can be performed. Through this arrangement, it allows several works to be done simultaneously. Furthermore, the sequencing of works in a logical and natural way leads to less rework of tasks, which has been a major source of delays in many organizations (BROERSMA, 1997).
In general, BPR through renovation involves eliminating business processes that have no values to organizations, instead increases Operational Costs. Not only that, renovation also targets on sequencing activities in a logical way in order to deliver a product or service to customers that has value (ATTARAN, 2003).
Business process automation
In the business process automation, BPR modify business processes by In general automation allows an efficient and effective change the manner at which work is performed through standardization and centralization of business
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Automation does not only speeds up the business process and decreases cost, but also delivers a more secure and responsive service with an enhanced quality of process.
Business process networking
Business process networking is the linking activities/customers outside the section/organization to improve coordination by using IT in an organization (VENKATRAMAN, 1994; ATTARAN, 2004) . According to ZYGIARIS (2000) in the 1990s when telecommunication technologies were becoming abundant and low costing, BPR was becoming a world-wide applicable managing technique for business upgrade. The networking of business processes enables employees to operate as a team using intranet/extranets.
Not only that, the networking also facilitates the workflow of activities and Furthermore, according to DAVENPORT (1993) , information and IT are rarely sufficient to bring about the process change; most process innovations are enabled by a combination of IT, information and organization/human resource changes. On the use of IT, HAMMER (1990) found that: IT could either 'pave the cowpath' of bureaucracy -unless the organization changed drastically, its IT would continuously reflect and reinforce bureaucratic and functional structures -or IT could help to create a learner, flatter and more responsive organization, a suggestion which is thus distinctly divergent from neo-classical economics, but only implicitly.
From this statement, it can be deduced that IT provides fast processing and response by automating business processes through networking (CHEN, 2001) . IT
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Type of Research Design
Since the study aimed at determining the cause-effect relationship between exogenous construct and endogenous construct, the study design used in the study is a cross-sectional survey design. The design has been used because it enabled the researchers to collect data for the study from the sampled population at one point in time (BURNS; BUSH, 2002). Furthermore the design was selected because it enabled the researchers to collect large amount of data from a sizeable population in a highly economical way (HAIR et al., 2003) .
Constructs and Operationalization of Constructs
Prior to designing the data collection questionnaire, the operationalization of research constructs was very important (NDUNGURU, 2007; HAIR et al., 2003) . The operationalization was as presented in Table 3 . The construct was measured using the following items: -shortening of cycle time to serve a customer, reduction of delays in serving customer, fastness of communication, fastness in decision making and the period taken to deliver a service since its request (AL-MASHARA; IRAN; ZAIRI, 2001) Service Quality
The extent to which OP was improved by reducing damage frequency, data entry error, documentation or invoicing error, error on credit claims and number of customers returns. Service quality level was assessed by using 5 Likert scale constructed statements that were aggregated to service quality construct. The five statements are constructed based on:-ability to deliver a promised service in accurate manner, willingness to help customers and provide prompt services, ability to inspire trust and confidence, improvement in physical elements of service such as facilities and equipment and treating customers as individuals (PARASURAMAN; ZEITHAML; BERRY, 1988; AL-MASHARA; IRAN; ZAIRI, 2001) Operational Cost
The extent to which OP was improved by reducing Operational Cost such as supplies costs, overhead costs, labor costs, inventory costs, facility costs and material costs. Operational Cost level was assessed by using 5 Likert scale constructed statements that were aggregated to Operational Cost construct. The five statements are constructed based on:-reduction in number of employees, reduction in unit cost, reduction in paper works and reduction of rework cost (AL-MASHARA; IRAN; ZAIRI, 2001; HE, 2005; KIM; MAHONEY, 2008) 
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Study Area and Population
The study area was Dar es Salaam city -Tanzania. The Dar es Salaam city was been selected because it is a major commercial city of Tanzania with majority of service organizations.
The study population comprised of all service organizations in Tanzania. The study included all service organizations which have been in operations for more than two years because assessing Operational Cost for organizations with less than two years of operations is illogical (OSTGAARD; BIRLEY, 1996) . However, from the collected data, it was identified that eight service organizations were established after the year 2009. These service organizations were retained for further analyses in order to meet the minimum sample size requirement for the study depending on the number of parameters under the study (KLINE, 2005) .
The target population for the study was made up of banking, public utility and pension fund sectors. Other sectors are insurance, health services, airline and communication. The selected sectors were thought to be knowledgeable with the elements of BPR. The units of inquiry of the proposed study are service organizations, however, managers of the service organizations were asked to respond to the questionnaire for the service organizations. 70 (ALTINKEMER, 1998) , to mention few.
Sample size, Sampling method and Data Collection
Given the absence of a comprehensive sampling frame of service organizations in Tanzania, quota sampling method was used to select organizations.
This non-probability method is a variant of stratified sampling that is recommended in scientific studies in the absence of comprehensive sampling frame (NDUNGURU, 2007) . From the purposively selected sectors, specified proportions of service
INDEPENDENT JOURNAL OF MANAGEMENT & PRODUCTION (IJM&P)
http://www.ijmp.jor.br v. 6, n. 1, January -March 2015 ISSN: 2236-269X DOI: 10.14807/ijmp.v6i1.248 organizations were purposively identified and selected from a list of organizations obtained from National Bureau of Statistics (NBS) (SAUNDERS et al, 2005) . In total, 95 service organizations responded to the questionnaires; being thirty (30) banking, three (3) public utility, three (3) pension fund, eighteen (18) insurance, twenty eight (28) health, seven (7) airline and six (6) telecommunication organizations.
Data were collected by using questionnaires (5-point Likert scale) with items for each construct. The questionnaire collected categorical data which during data analysis were assumed to be interval scale data (PERRY, 1998) . Section managers were given questionnaires and they were asked to fill in.
Data analysis
The data analysis included preliminary, descriptive and inferential. Preliminary analysis was confined to response coding, data cleaning and screening, and normality testing. In addition, reliability and validity testing and factor analysis were also undertaken. Factor loadings of at least 0.30 were considered for total aggregation (COFFMAN; MACCALLUM, 2005; PALLANT, 2007; SAUNDERS, et al., 2005) . In addition, univariate and multivariate outlier analysis was undertaken by assessing Z-score and Mahalanobis distance.
Descriptive analysis was confined to computing basic statistics and frequency distributions. Both measurement model and factor analyses were done, in the measurement model analysis; items that factor loaded below 0.3 were eliminated and that which loaded above 0.3 were factor analyzed to identify which items were factored out as one construct (COFFMAN; MACCALLUM, 2005) . In this study items in each construct, were grouped as one component. Therefore, they were total aggregated to respective constructs (PALLANT, 2007) .
Inferential analysis assessed the cause-effect relationship between constructs; testing of the association, ascertaining direct effect and model fit and testing of hypotheses (SAUNDERS, et al., 2005; KLINE, 2005) .
RESULTS AND FINDINGS
Preliminary Results
From the results, all z -score ranged between -2.77494 and 2.20715 indicating that there was no univariate outlier in all constructs of the study as Z-score
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Furthermore, the assessment of normality indicated that, data were univariate normally distributed as all skewness indices were less than 3.0 and the kurtosis indices were less than 10.0 (KLINE, 2005) . In assessing multivariate analysis, the Kortosis critical ratio (c.r) values was 1.523, which is less than 1.96, indicating the presence multivariate normal distribution of data. Therefore, the subsequent analyses (mainly hypothesis testing) was done by using parametric formulas, such as Maximum Likelihood (ML) estimations as used in SEM (TABACHNICK; FIDELL, 2001). Table 4 presents the frequency distribution and percentage regarding sectors, working section of respondent and BPR experience of organizations studied.
Respondents Profile
Over representation of banking (31.6%), health (29.5%) and insurance (18.9%) sectors does not mean that in Tanzania there are more banks, health service and insurance organizations. The over representation followed purposive selection of organizations. More of these organizations are involved due to the evidence from literature review that more of them have adopted the BPR technique (TERZIOVSKI, et al., 2002; SHIN, 2002; HE, 2005; ADEYEMI; AREMU, 2008; MINYAN; TONGJAN, 2009; XIAOLI, 2011) .
In this study majority of responds belong in operations (28.4%) and human resource (38.9%) sections. More are from these two sections because in most organizations, operations sections are ones knowledgeable about business processes. In the other hand, more human resource managers responded in this study because it is the section which is responsible for providing organizational information to external people.
Regarding experience, BPR practice is not a new feature in the management of service organizations in Tanzania. This is evidenced by findings of the study that : 10.14807/ijmp.v6i1.248 majority (67.4%) of service organizations have adopted BPR technique for over seven (7) years. 
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Structural regression analysis
The structural model was used to represent the causal hypothesis of the study (KLINE, 1998) . The results were presented in two parts; structural models and its AMOS results and model fit summary. The model was hypothesized to assess the relationship among BPR, service quality, delivering speed and Operational Cost.
The objective of the paper is to determine the effect of BPR on Operational
Cost of service industry. This objective was hypothesized by three hypotheses as presented in the conceptual framework. The conceptual hypotheses were later translated into statistical hypotheses for statistical testing. Figure 2 below presents the structural model to be assessed.
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Indirect effects in the relationship between BPR and Operational Cost
Figure 2 above, show that there are indirect relationships between BPR and operation cost via service quality and delivering speed. The results of indirect relationships are presented in Table 5 below. From the results presented in Table 5 above, it was revealed that there was indirect relationship between BPR and Operational Cost as it was noted in Figure 2 above. Service quality and delivering speed had no indirect relationship to Operational Cost as indicated in the Table 5 
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Mediation effect test in the relationship between BPR and Operational
Cost
The significance test in assessing results of indirect effects between BPR and Operational Cost via service quality and delivering speed are presented in Figure 2 . 
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Structural model goodness of fit for BPR and Operational Cost
The goodness of fit for structural model that presents the relationship between BPR and Operational Cost was assessed using several indices. The results of goodness of fit are presented in Table 7 below. 
Regression analysis for reduced model of model
A further analysis was done to assess the direction, regression weights and the significance of the relationships between the predictors and the criterions of reduced model of model. The assessment was based on regression weights and p values among constructs. The results of the analysis are presented in Table 8 below. 
Cos
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Discussion of findings
In determining the relationship between BPR and Operational Cost in service industry, the findings revealed that BPR has no significant direct effect on Operational Cost. However, BPR has indirect effects on Operational Cost.
Furthermore, from the findings, it was identified that BPR indirectly improves service quality and delivering speed to improve Operational Cost. In this case, BPR improves first level constructs (service quality and delivering speed) which in turn affect the second level construct (Operational Cost). Other studies which presented similar results are that of DEBELA (2009) which found that 75% reduction in manpower cost is due to adoption of BPR, and CHAMPY (1995) which found that BPR reduces Operational Cost by 40%. There are some discrepancies between study findings with other reported studies. The discrepancies are due to the reason that the current study reports aggregated effect of BPR on operation cost construct while other studies presented effects of BPR on specific items of Operational Cost construct. Not only that, some studies agreed that BPR reduces Operational Cost by either stating the percentage of respondent which agreed or not. For instant, the study by HE (2005) and CHAN and PEEL (1998) found that 86% and 60% of respondents found that BPR reduces Operational Cost respectively, while the studies
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From the findings, in assessing H1 it was revealed that BPR had no significant correlation with Operational Cost in service organizations (β1 = 0; p > 0.05). This was due to the reason that BPR had no direct effect on Operational Cost. In assessing H2, it was found that service quality has significant correlation with Operational Cost in service organizations ( ). This was due to the reason that delivering speed had no direct effect on Operational Cost.
Conclusion
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